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JOB DESCRIPTION

Visitor Experience Administrative Assistant
SITE:



Odyssey Trust, W5
LOCATION:


Queen’s Quay, Belfast, BT3 9QQ

RESPONSIBLE TO:

W5 Operations Manager
TERMS:
37.5 hours per week. Part time hours will be considered.
DATE:



September 2024



OVERALL PURPOSE OF THE JOB:

This is an exciting opportunity to be part of the rejuvenated Odyssey Complex. Working to the W5 Operations Manager, this post will work closely with other members of the Visitor Experience Team and wider Odyssey group to provide excellent customer service while organising administrative duties to ensuring the smooth running of a busy department. You will promote a professional image of the company and be knowledgeable about the company and experience we provide.
The Odyssey Trust group of companies is committed to the core ideology of BEET, Best Experience Every Time for customers, colleagues and stakeholders.  These principles will be developed with all to support outstanding customer service.  All colleagues are expected to commit to the core values shown below:
	Core Value
	Behaviour
	Customer Promise

	Positivity
	Smile, can do 
	We will always be helpful, welcoming & enthusiastic

	Integrity
	Deliver on our promises
	We will be trustworthy & respectful

	Commitment
	Go above & beyond 
	We will go the extra mile

	Innovation
	Find new ways to be better
	We will always learn & improve

	Teamwork
	Together we achieve more
	We will work together to put you first


MAIN DUTIES
· The post holder will be responsible for the overall management of our customer queries via our CRM system, phone and email, including reporting and trend analysis. 
· Providing timely and accurate customer responses using a range of formats, CRM, phone or email.
· Follow up with customers to ensure their queries have been effectively handled. 
· Run reports on our bookings system to inform Visitor Experience.
· Handle all matters related to the processing of membership applications.
· Update our internal databases with information about customers including updating/renewing membership information. 
· Be responsible for dealing with all inquiries related to W5 Birthday Parties, including confirming dates, processing payments and liaising with customers on party specifics and the F&B team on catering.

· Assist with transition of historical data to new ticketing system. 
· Handle all requests related to gift tickets. 
· Carry out a range of administrative duties to support the Visitor Experience Team including, processing purchase orders, scheduling meetings, keeping records, photocopying, filing, word processing, postage runs, stock ordering.

· Manage lost property process.
· Any other duties as requested by your Line Manager.
All OTC staff are expected to:

· Maintain excellent working relationships with other staff and volunteers.

· Ensure the delivery of BEET to all our customers and be committed to the Odyssey ethos and objectives.  

· Be committed to and work in accordance with our Safeguarding, Health & Safety, Equality and other established policies and procedures.

· Be flexible undertake such other duties that may be required including working evenings, weekends and public holidays, if required.
SELECTION CRITERIA

Essential Criteria

· One year’s relevant experience.

· Extensive use of Microsoft Office including experience of Word and Excel

· Experience of working in a team.

· Confident and proactive with a customer-focussed approach

· High standard of organisational skills.

· Ability to work on own initiative, under pressure and to tight deadlines.

· Time management skills
· Excellent written and verbal communication skills
Desirable Criteria
· Previous experience working with financial systems. 
· Experience of operating a computerised booking system

Salary

£22,737 per annum 
Benefits 

The Odyssey Group has a range of benefits which it offers to full and part time staff
. 

· Free car parking.

· Contributory pension scheme, life assurance, paid sickness benefit and a health cash plan.

· Salary Sacrifice including pensions, holiday, and cycle to work schemes.

· 50% Discount on in-house items, including coffee, in W5 café & 10% discount in the W5 shop.

· Complimentary tickets to Belfast Giants, friends, and family access to W5 and advanced ticketing to SSE Arena events.

· Holidays commence at 31 days per year rising to 34 [prorata for part time staff.]

� [T&Cs and qualifying periods will apply]
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